
BOARD OF WATER SUPPLY
CITY AND COUNTY OF HONOLULU
630 SOUTH BERETANIA STREET
HONOLULU, HI 96843

The Honorable Ernest Y. Martin, Chair
and Members

Honolulu City Council
530 South King Street, Room 202
Honolulu, Hawaii 96813

Dear Chair Martin and Councilmembers:

January 11,2013

KIRK CALDWELL, MAYOR

DUANE R. MIYASHIRO, Chairman
MAHEALANI CYPHER, Vice Chair
THERESIA C. McMURDO
ADAM C. WONG
KAULANA H. R. PARK

ROSS S. SASAMURA, Ex-Officio
GLENN M. OKIMOTO, Ex-Officio

ERNEST Y. W. LAU, P.E.
Manager and Chief Engineer
ELLEN E. KITAM RA, P.E.

Deputy Manager hief E~neer

~

~
cJ~ -

•~~

Subject: Board of Water Supply’s New Customer Care and Billing System

The Honolulu Board of Water Supply (BWS) and the City Department of Environmental Services
(ENV) will be launching a new customer billing system in January 2013. The change is necessary as the
current system runs on out-dated computer equipment that needs to be replaced in order to continue
effective customer service.

As part of this change, customers who normally receive a bi-monthly combined waterand sewer
bill will receive a monthly bill. The transition to monthly billing may take up to two months.

The conversion to monthly billing will give BWS and customers the ability to align their payments
with other monthly expenses. Monthly water use information will give them more opportunities to monitor
and adjust water use. It also may allow quicker detection and repair of property leaks.

Enclosed foryour information are copies of informational pieces that have been distributed or are
currently being sent to customers to notify them about the changes to expect with the implementation of
the new monthly billing system.

If you have any questions, please contact the BWS Communications Office at 748-5041.

Enclosures

APPROVED:

Very truly yours,

Manager and Chief Engineer

DEPT. COM. 16

Ember Lee Shinn
Managing Director Designate

for Life Ka Wai Ola



The Board of Water Supply (BWS) will be switching
from bi-monthly billing to monthly billing for your
water and sewer services in the coming months.
We expect this change will lead to more timely
information and better customer service by:

Allowing you to better align your payment with
other bill schedules.

Providing more frequent consumption data to
help make adjustments to your water use.

• Helping to identify unusual water usage such
as property leaks, allowing for prompt repairs,
and thereby reducing the magnitude of high
bills caused by leaks.

Your billing period for your first monthly bill will
depend on:

• If you received your last bill more than 30 days
before the change, then your first monthly bill
will be for about 60 days of service and will
be due on the PAYMENT MUST REACH US BY
date.

• If you received your last bill 30 days or less
before the change, then your first monthly bill
will be for about 30 days of service and will
be due on the PAYMENT MUST REACH US BY
date.

Thereafter, you will be billed monthly in accordance
with your regular monthly billing schedule.

If you have any questions about this billing change,
please contact a BWS Customer Service Represen-
tative at (808) 748-5020.

Aloha ValuedBWSCustomer,

Mahalo !



Honolulu Board of Water Supply

NEIGHBORHOOD BOARD INFORMATION SHEET

November2012

MAIN BREAK REPORT:

GENERAL WATER ANNOUNCEMENTS:

New Billing System Changes and Online Customer Service Options

The Board of Water Supply (BWS) will be switching over to a new customer billing system in January 2013, which will
allow the BWS to provide better service to you by implementing customer care industry best practices. In conjunction
with the launch of the new billing system, the BWS is providing customers with more self-service and online customer
service options through its website, www.boardofwatersupply.com. Online bill viewing, paperless billing, and
electronic customer service request forms are now available. The BWS is also moving toward providing customers
with the option to pay their water and sewer bills online at their convenience.

The new billing system will make some changes to your bill. The significant changes are that water and sewer bills will
be sent monthly for more timely information and all customers will be given new account numbers. Monthly billing will
allow for better payment alignment with other bill schedules, more frequent consumption data to help make
adjustments to water use, and help to identify unusual water usage such as property leaks, allowing for prompt
repairs, and thereby reducing the magnitude of high bills caused by leaks.

The same detailed information on adjustments, payments, and balances will continue to be presented clearly and
simply on your new bill. For more information, please visit our website at www.boardofwatersupply.com. Information
will also be sent to all customers in their upcoming bills.

Comments/Questions:



Honoluftu Board of Water Supply

NEIGHBORHOOD BOARD INFORMATION SHEET

January 2013

MAIN BREAK REPORT:

GENERAL WATER ANNOUNCEMENTS:

Monthly Billing

As a reminder, the Board of Water Supply (BWS) is switching to a new customer billing system later this month that
will allow for monthly billing. Customers are advised of the following service changes that will be phased in over the
next couple of months:

• Customers will begin receiving their combined water and wastewater bill on a monthly basis;
• Elimination of the Minimum Payment option; and
• A new 10-digit account number will replace the previous 14-digit number.

Customers who utilize online banking services will need to inform their bank of the new 10-digit account number.
However, Customers enrolled in Automatic Bill Payment (ABP) with the BWS do not need to take further action.

A bill insert and sample of the new bill will be mailed to all customers, We appreciate your patience and cooperation
as the BWS converts to this new system. For more information, please visit the BWS’s website at
www.boardofwatersupply.com or call the BWS Communications Office at 748-5041.

Water Conservation Contest and Calendar

The Board of Water Supply (BWS), in partnership with Hawaii Energy and other sponsors, has launched its 2013
Water Conservation Week Poster and Poetry contests, aimed at educating island keiki about the importance of water
conservation and resource sustainability. This year’s contest theme, “Save Water, Save Energy”, encourages students
to learn about the relationship between water and energy conservation and how we all can help preserve limited
natural resources. The poster contest is open to students in Kindergarten through 6th grade and the poetry contest is
open to students in grades 7-12.

Further information about these contests, including educational materials for student and teachers, are available
online at www.boardofwatersupply.com. Please share this information with any teachers or keiki you may know and
encourage them to enter the contests. In addition to helping keiki learn about our precious water supply, winning
entries will receive prizes and be featured in the 2014 Water Conservation calendar!

The deadline to enter these contests is Wednesday, March 6, 2013. You may call the BWS Communications Office at
748-5041 should you have any questions.

Comments/Questions:
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AlohaValued Customer:

The Honolulu Board of Water Supply (BWS) andtheCity Departmentof EnvironmentalServices(ENV)
will soon be launching a new billing system. The current system runs on out-dated computer equipment
and replacement of the old system is necessary in order to continue effective customer service.

As partof this change, customers who normally receive a bi-monthly combined water and sewer bill will
receive a monthly bill. Thetransition to monthly billing may take up to two months.

The conversion to monthly billing will give you the ability to align your payments with other monthly
expenses. Monthly water use information will give you more opportunities to monitorand adjust water
use. It also may allow quicker detection and repair of property leaks.

With your first monthly bill, you can also expect a helpful special insert. Itwill feature a sample of a
monthly billing statement thathighlights important changes that you need to be aware of. These include a
new 10-digit account number, the elimination ofthe Minimum Payment option, and the “Payment Due
Date” is now “Payment Must Reach Us By” date.

If you pay your bill using online banking services, you will need to update your account number with your
bank. Ifyou have an Automatic Bill Payment service with the BWS, no action is needed.

In conjunction with the launch ofthe new billing system, the BWS is pleased to offer you the option to
view your bill online through its website, www.boardofwatersupply.com. This new feature will provide
convenient online access to view your bills and bill history. You can also choose to sign up for paperless
billing and email bill notification. If you want to continue to receive paper bills, no action is necessary on
your part.

We appreciate your patience and understanding as wemove into this new way of doing business. For
more information about monthly billing, please visit the BWS’s website at www.boardofwatersupply.com
or call the BWS’s Customer Care staffat 748-5030 or Communications Office at 748-5041.

Very trulyyours,

ERNEST Y. W. LAU, P.E.
Manager and ChiefEngineer



Waterfor Life
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IMPORTANT
Changesto Your

Monthly Water and
SewerBill
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Board of Water Supply
City & County of Honolulu

630 South Beretania Street
Honolulu, Hawaii 96843

www.boardofwatersupply.com

Dear C~,stomer.

The Board of Water Supply (BWS) is switching over to a new customer billing system,
which will allow the BWS to provide better service to you by implementing customer
care industry best practices. In conjunction with the launch of the new billing system,
the BWS is providing customers with more self-service and online customer service
options through its website, www.boardofwatersupply.com.

The new billing system will make some changes to your bill. The significant changes
are;

• Water and sewer bills will be sent monthly for more timely information.

Change of account number. Please make note of your new account number.

Payment Due Date is now “Payment Must Reach Us By” Date.

• Full payment will be due 20 days after the Billing Date

• Minimum payment by due date is no longer a payment option.

The same detailed information on adjustments, payments, and balances will continue
to be presented clearly and simply on your new bill. Bill paying information and
telephone numbers are also included so you can find help when you need it. Inside
this brochure, we’ve included an illustration of our billing statement, highlighting the
important changes you’ll see on your new statement.

We hope that our newsystem will make doing business with us a better experience.
To learn more about our new billing system, please visit our website at
www.boardofwatersupply.com.

Very Truly Yours,

ERNEST Y. W. LKU, P. E.
Manager and Chief Engineer

Board of Water Supply
City & County of Honolulu
630 South Beretania Street

Honolulu, Hawaii 96843
www.boardofwatersupply.com

BWS/2012



Your
Monthly
Waterand
SewerBill

Going forward, you will be billed monthly for your
water and sewer services. Please take a few minutes
to review the guide below indicating important
changes to your monthly bill.

For More
Information

Monday-Friday
7:45 am-4:30 pm

Water Questions (808) 748-5000
Customer Care (808) 748-5030
Water Trouble (808) 748-5000 (24 hours)
Tips for efficient water use . . .(808) 748-5041
Sewer Questions (808) 768-3330
Sewer Trouble (808) 768-7272 (24 hours)

Key Information
At-A-Glance

A. ACCOUNT DETAILS
Please note your new
account number.

B. WATER & SEWER
BILLING SUMMARY
of your account and the
TOTAL AMOUNT DUE.

C. PAYMENT MUST REACH
US BY the date by which
your payment for the
CURRENT CHARGES
must be received by BWS
to be on time.

D. GRAPHIC CHART of your
water usage pattern for the
past year.

B. PAYMENT MUST REACH
US BY the date by which
your payment must be
received by BWS to be on
time. Also, please note that
MINIMUM PAYMENT by
Due Date, which was
offered before, is no longer
a payment option.
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For the Record—
All your Billing Details

F. RECAP item by item, of
recent transactions and
your previous and current
balances.

C. Monthly WATER CHARGE
and RATES explained fully.

H. Monthly SEWER CHARGE
and RATES explained fully.

I. INFORMATION ABOUT
YOUR BWS ACCOUNT-
bill payment and responsibil-
ity for making timely monthly
payments.

J. WHO TO CALL for help
with your water questions
and services at the Board
of Water Supply.

K. WHO TO CALL for help
with your sewer questions
and services at the
Department of Environmental
Services.
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Monthly Billing Frequently Asked Questions(for Website)

Why is the Board ofWater Supply (BWS) switching to monthly billing and what are the
benefits?
To provide youwith improved service,theBWS is implementingmonthly billing. We currently
bill youbi-monthly (for 60 daysof service).We will start phasing in monthly billing (30daysof
service)soonafterJanuary2013.

We expectthat thischangewill leadto moretimely informationandbettercustomerserviceby:
Allowing you to betteralignyourpaymentwith otherbill schedules.

o Providingmorefrequentconsumptiondatato helpmakeadjustmentsto yourwateruse.

o Helpingto identify unusualwaterusagesuchaspropertyleaks,allowing for prompt
repairs,andtherebyreducingthemagnitudeofhighbills causedby leaks.

Whenwill payment for my first monthly bill be due?
Yourpaymentduedatefor your first monthlybill will dependon:

o If your lastbill wasreceivedtwo monthsbeforethechange,thenyour first newmonthly
bill will be for about60 daysof serviceandwill bedueon thePAYMENT MUST
REACH USBY dateasindicatedon yourbill.

o If youarebilled onemonthbeforethechange,thenyour first newmonthlybill will be for
about30 daysof serviceandwill bedueon thesamedateasyour lastbi-monthly bill.

Thereafter,youwill bebilled monthlyin accordancewith yourregularmonthlybilling schedule.

What will my minimum bill be?
Underthecurrentratesfor fiscalyear2012-2013,theminimummonthlybilling chargefor water
will be$7.02.

Themonthly billing chargepaysfor costsassociatedwith billing customersfor theirwateruse.
Theseactivitiesinclude:

• thecurrentandfuturecostsofthenewCustomerCare& Billing system,which replaces
theCustomerAccountingSystemthat canno longerbesupportedwith available
hardwareor software;

• coststo collect,process,andmail billing informationandpayment;
• currentandfuturemetermaintenanceandrepair;
o thecostsofbilling andcustomerservicepersonnel;and
• futureimprovedpaymentservices,includingonline bill payment.

I’m enrolled in AutomaticBill Payment(ABP) with theBWS,how will this affectme?
If you aresignedup for ABP, youwill continueto haveyouraccountchargedon the“ABP
Amountwill bedeductedon” dateasshownon thebill. Your accountwill bebilled eachmonth
and BWS will submitbankpaymentrequestseachmonth.



I useOnline Bill Payment at my bank; will I needto makeany changes?
Yes.Pleasenotethat youraccountnumberwill change,soyouwill needto updateyourfinancial
institutionofthenewaccountnumber. Also, paymentis dueeachmonthratherthaneveryother
month.

Will my meter now be read eachmonth?
Meterreadingswill becollectedmonthly. This informationwill be reflectedon themonthly
bills. Monthly readingswill allowusto identify high usageandpossibleleaksmorequickly and
providefor quickercustomernotification. If themetercannotbe read,thesystemwill estimate
consumptionbasedonhistoricalusageuntil thereadingissuecanbe resolvedthefollowing
month.

I am alreadya monthly customer,how will this affectme?
If you arecurrentlyamonthly customer,theonly changeyou will seewill beyouraccount
number.Youwill continueto receiveamonthlybill asusual.

I am a customerwho normally receivesa bimonthlybill, sowhy haveI alreadyreceiveda
monthly bill?
As partofthetransitionto monthly billing, youmayreceivebills that reflectbetweenabout24
and 60 daysofservice,until themigrationis completed.This is becauseof billing cycle
adjustmentsneededto align yourcurrentbimonthlymeterreadingcycle with amonthly cycle.

Where or how can I paymy bill?
You havethefollowing optionsto payyourbills:

• In person:
o At ouroffice or via ournightdepositboxat theBWS PublicServiceBuilding at

630 SouthBeretaniaStreet. Our regularbusinesshoursare7:45 AM to 4:30PM,
Monday— Fridayexceptholidays;or

o At any 1~ity Flail (click on thelink for locationsandhoursof operation).
o By mail: Pleaseallowsufficienttime for yourpaymentto reachus by the “PAYMENT

MUST REACH US BY” dateasindicatedon yourbill.
• Via Automatic Bill Payment: You cansignup to haveyourbill automaticallypaidfrom

yourcheckingor savingsaccountby visiting ourwebsiteat
www.boardof~vaierst,~ppjy1,çomthenclickingon the “CustomerService”tab, then

o Payment using Online Banking Services.

Who do I call about monthly bills or payment?
Pleasecall a CustomerServiceRepresentativeat (808)748-5030.


